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FIG. 6 6/16 6oo 

goz SCORING PARAMETERS 

Moving forward all the UK RMA's will be shipped from the 
fulfillment center in France Moving forward all the 

Customer Service Competencies 

Interaction Opening - — _____ 609 

• Used Proper Greeting. Score: ^ — (,0b 

• Asked for Transaction ID. Score: — 60S 

• Verified the Customer's Information. Score: ^ — 

• Appeared upbeat and happy to be seeing 
the customer. Score: — 6/2 

Comments: ^ - — £/y 

Interaction Visual Aspects 

• Clothing was appropriate and appeared neat. Score: 

• Posture was acceptable (sat up and didn't 
Slouch). Score: 

• Appeared empathetic (facial expressions were 
acceptable). Score: 

Comments: 



Sales Presentation 

• Sales presentation was appropriate for the 



circumstance. Score: 
• Agent didn't appear overbearing or intimidating. Score:_ 



6/s 



Comments: 
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FIG. 7 7/16 lop 

/ 

Customer Service Skills (Appearance, Accent, and 
Voice) 

• Used good grammar, avoids slang or jargon. Score:_ 

• Rate of Speech mirrored that of customer. Score:_ 

• Hold courtesies were followed. - Score:_ 

• Appeared and sounded confident, friendly, and 
polite. Score:, 

• Set customer's expectations, used empathy if 
necessary escalated to a supervisor if 
necessary. Score: 



Comments: 



Interaction Closing 

• Offered additional products. Score: 

• Used proper closing script. Score:. 

Comments: 



Knowledge, Accuracy and Resolution 

• Demonstrate knowledge of the product process. Score:. 

• Credit card authorization process followed. Score:. 

• Offered alternate products; add on sales. Score:. 

• Accurate and concise information was given to 

the customer. Score: 



Comments: 
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Interaction Management 

• Controlled interaction pace efficiently and length 

of interaction was appropriate to request. Score: 

• Controlled interaction tone and length. Score: 

Comments: 



Sales 



soy 



• Identified sales opportunities. Score: 

• Suggested alternate compatible products in 
exchange for return. Score: 



Comments: 
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Even Better Tips: 
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QUALITY 
AUDIT 
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20% 
Interaction 
Monitorina 


10% 
Interaction 
Monitorina 


5% 
Interaction 
Monitorina 


5% 
Interaction 
Monitoring 


ATS 


I 


1 Interaction/ 
Agent/ 
Day 


2 Interaction/ 
Agent/ 
Week 


1 Interaction/ 
Agent/ 
Week 


1 Interaction/ 
Agent/ 
Week 


INTERNAL 
CALIBRATION 
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1 Hour 
Daily 


3 Hours 
Weekly 


2 Hours 
Weekly 


2 Hours 
Weekly 


CLIENT 
CALIBRATION 


1 
1 


1 Hour 
Daily 
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AGENT APPLIES TO BUSINESS 

1 



AGENT APPLICANT TAKES TEST FOR JOB 
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INTERVIEW AGENT APPLICANT 



/SO 2 



IS/O 




TRAIN AGENT 



/S/2 
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DAILY AGENT MONITORING 
(1X-4X OR MORE) 

ON-GOING SCORING OF AGENT 



TRAINING 



EVEN BETTER FEEDBACK 
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